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ABSTRAK 
Penelitian ini dilakukan untuk mengetahui pengaruh komponen-komponen pembentuk 
guest experience terhadap guest satisfaction pada Hotel Majapahit Surabaya Managed by 
AccorHotels. Data diambil dari 105 orang responden yang pernah menginap di Hotel 
Majapahit Surabaya Managed by AccorHotels dengan menggunakan teknik purposive 
sampling. Teknik analisa data yang digunakan adalah analisis regersi linear berganda. Hasil 
penelitian menunjukkan bahwa pengalaman yang dibentuk oleh service product, servicescape, 
dan service delivery system berpengaruh secara positif terhadap guest satisfaction. Variabel 
servicescape saja yang berpengaruh signifikan dan dominan. 
 
Kata Kunci: Guest Experience, Service Product, Servicescape, Service Delivery System, 
Guest Satsifaction. 
 
ABSTRACT 
 This study was conducted to determine influences of each guest experience 
forming components on guest satisfaction at Hotel Majapahit Surabaya Managed by 
AccorHotels. Data were collected from 105 respondents who had stayed at Majapahit Hotel 
Surabaya using a purposive samping technique. The data analysis technique used in this 
research is a multiple linear regression. The result show that the experience formed by 
service product, servicescape, and service delivery system positively influence guest 
satisfaction. Servicescape variable have a significant and dominant effect. 
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Satsifaction. 
 
 
DAFTAR REFERENSI 
Albayrak, T., Caber, M., & Aksoy, S. (2010). Relationship of the Tangible and Intangible 
Elements of Tourism Products with Customer Satisfaction. International Journal of 
Trade, Economics, and Finance , 1 (2), 140-143. 
Ali, F., & Amin, M. (2014). The Influence of Physical Environment on Emotions,Customer 
Satisfaction and Behavioural Intentions in China Resort Hotel Industry. Journal 
Global Business Advancement , 7 (3), 249-266. 
Armistead, C. G. (1990). Service Operations Strategy: Framework for Matching Service 
Operations Task and the Service Delivery System. International Journal of Service 
Industry Management , 1 (2), 6-16. 
Ford, R. C., Sturman, M. C., & Heaton, C. P. (2012). Managing Quality Service in 
Hospitality: Organizations Achieve Excellence in the Guest Experience. Canada: 
Nelson Education, Ltd. 
 426 
Fraenkel, J. R., Wallen, N. E., & Hyun, H. H. (2012). How to Design and Evaluate Research 
in Education (8th ed.). New York: McGraw-Hill. 
Ghozali, I. (2013). Aplikasi analisis multivariate dengan program SPSS. Semarang: Penerbit 
Universitas Diponegoro. 
Johnston, R. (2004). Towards a Better Understanding of Service Excellence. Managing 
Service Quality , 14 (2), 129-133. 
Manoppo, F. (2013). Kualitas Pelayanan, dan Servicescape Pengaruhnya terhadap Kepuasan 
Konsumen pada Hotel Gran Puri Manado. Jurnal EMBA , 1 (4), 1341-1348. 
Meyer, C., & Schwager, A. (2007). Understanding Customer Experience. Harvard Business 
Review. 
Sugiyono. (2002). Metode Penelitian Bisnis. Bandung: Alfabeta.Sugiyono. (2016). Metode 
Penelitian Kuantitatif, Kualitatif, dan R&D. Bandung: Alfabeta 
Tjiptono, F., & Chandra, G. (2005). Service, Quality, & Satisfaction. Yogyakarta: Andi 
Offset. 
Tjiptono, F. (2008). Service Management : Mewujudkan layanan prima Ed. 1. Yogyakarta: 
ANDI. 
Williams, J. A., & Uysal, M. (2003). Current Issues and Development in Hospitality and 
Tourism Satisfaction. USA: The Haworth Hospitality Press. 
